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Evolution of VITA

Follow the 
implementation 
plan of projects 
designed to enable 
VITA to transform

Integrate VITA’s 
people, 
processes, 
organization & 
systems

Create VITA 
from merged 
existing state 
government 
organizations

Create Integrate Transform

Identify the 
drivers for 
change, the 
organizational 
changes needed 
and an 
implementation  
plan

Plan

Fy2005
Quarter3 

& 
onwards

FY2005 
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Organization:  Why Change?

• Customer focus
• Operational excellence

• Clarity of accountability
• Decision-making

• VITA capability
• Innovation focus

• Partner & solution focus
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Map deal drivers and 
stakeholder feedback 
to design principles

Understand & map the 
organizational interfaces

Analyze the design principles, 
people, organization, process 

and systems

Use Best Practice to 
understand the roles

Map process 
responsibilities, 

accountabilities, consults 
& informs - RACI

Define the Service 
Management Functions

Develop and socialize the 
design options

Develop the SMO final 
design 

Develop the Partner  
oversight framework 

Establish SMO performance 
measurement

Define roles & responsibilities, 
skills & competencies 

Map the SMO 
processes to 

support delivery 
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The drivers for the outsourcing initiative are the foundation for the SMO design principles

The primary drivers for the outsourcing initiative are as 
follows:

to enable the business to meet future challenges and 
provide a flexible environment that will accommodate 
change
to derive cost benefits in terms of operational savings, cash 
flow, and use of capital
to assist the business in understanding and obtaining an 
appropriate level of service to meet the business 
requirements
to provision for the skills and resources to adapt the 
infrastructure and provide the necessary future support
to ensure the business is able to work with suppliers in a 
constructive manner without over dependence
to ensure that current and future infrastructure projects are 
controlled and are managed to achieve benefit to the 
business

Other considerations highlighted by the Steering 
Committee were:

the ability to obtain secure communications
a provision for disaster recovery
the ability to obtain commercial benefit (i.e. York’s ability to
continue/obtain the vendor as a customer)
the fair and equitable transfer of York employees where 
necessary
the introduction of best practice operations, process and 
procedures.

Source: YorkBASE commercial strategy, 2002

Strategic design principles

The SMO creates strong relationships with the business and aligns 
its actions to business priorities
Effective, consistent geographical reach
Commercially attuned - delivering appropriate, cost-effective 
infrastructure solutions
Exerts effective control over infrastructure spend – yet avoiding 
bureaucracy
Transparent charging and basis for charging

Practical design principles

SMO job roles defined to focus on “managers” rather than 
“deliverers”
SMO provides a simple interface to the business, with the capability 
to own and resolve issues
Responsiveness - provides timely, end-to-end infrastructure 
management processes and systems
The organization is flexible and resilient to changing business 
needs, requirements & environment

Best practice design principles

High quality and cost-effective function, with roles defined on the 
presumption of competence
Has clear ownership and accountability for managing delivery 
infrastructure services, with commercial and performance 
measurement
Roles, relationships and interfaces are clear, with no duplication of 
activity
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The SMO creates strong relationships with the business in its geographies and 
aligns its actions to business priorities

Organization implications:
• SMO Head and Business Relationship Manager 

roles are business-focused
• Business Relationship Managers and Service 

Delivery Managers are regionally located
• Business interfaces defined and 

communicated, and individuals identified to 
provide link

• Governance arrangements have appropriate 
business representation

People implications:
• Business-facing SMO roles filled with credible, 

customer-focused individuals  
• Heavy emphasis on proactively developing 

business-specific knowledge,  relationships and 
understanding of needs

Systems implications:
• Consolidated picture of business issues, needs 

and proposed/current projects

Design principle

Design implications

Process implications:
• Customer facing business development 

processes defined to incorporate business 
input

• Prioritization criteria established by the 
business

Analysis of design principles – an example
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Defining the key organizational interfaces is critical to the success of the SMO

SMO

Legal

Provider

Finance

3rd Party
Providers

Supply 
chain

This view is further complicated by geography

HR

GIS 
Management

Design 
Authority

SIDG 
(Application 

development & 
IT ops)

2nd Tier 
Support

Users

2nd Tier 
support 

(Seibel, SAP 
etc)

Business IS

Business 
Management

Business 
Transformation 

Office The corporate functions set 
down the rules of engagement 
but tend not get involved on a 

day to day basis.  Their 
involvement would be 
exceptional/periodic. 

Are also SMO customers.

Business 
Program 
Office(s)
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Our best practice model – a framework for defining organizational roles and processes

Deliver
Customer
Services

Develop
Customer
Services

Customer Facing
Business

Development
(Marketing & Sales)

Policy  & StrategyLeadership

Resource ManagementPeople Management

Strategic

Support

Key

Vendor facing 
service 

management

IT Strategy and 
architecture (policies & 

standards)

Business facing 
relationship 

management

Project Management to 
deliver Infrastructure 

services

Contract management 
and procurement
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Key functions form the basis for SMO structure

SMO leadership

Business 
relationship 

management

Service delivery
Operational 

planning & co-
ordination

Financial 
planning

Strategy & 
Technical 

architecture 

Contract 
managementThe SMO face to the 

business, providing advice, 
translating the business 
needs into infrastructure 

requirements and projects, 
ensuring new services are 
developed effectively and 

service is satisfactory.

The SMO face to the 
provider, manages day-to-
day service delivery and 

development of new 
service requirements with 

the provider

Ensures that York, the provider & 3rd parties 
do all that the contract(s) says they should do, 
changes to contracts are managed effectively, 
and that effective controls exist to manage the 

contract risks

Ensures financial procedures 
are observed, invoices are 
paid, and the contract is 

optimized

The planning integrator, 
ensures that York’s plans and 
those of the service providers 

are so inter-linked that we 
don’t surprise one another

Ensures that the infrastructure architecture and 
standards are consistent with application and 

data equivalents between York and the provider, 
and provides technical assurance over 

infrastructure projects

Ensures that the outsourcing initiative works.  
Takes a business focused perspective of the 
relationship with providers and grows the 
partnership by identifying and sponsoring 

improvement opportunities
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SMO element options and evaluations –
SMO leadership

Option A: Discrete Head of SMO

Features:
Head of the SMO reports directly to CIO
Direct reports have Manager status
Options relating to direct reports discussed separately

Pros:
Viable organization and model that could be expanded to manage future outsourcing 
relationships
Span of control for CIO more manageable

Cons:
Limited candidature for Head of SMO role; new hire won’t have the business relationships
Senior business managers likely to ignore Head of SMO (initially)
Manager status limits candidates for direct reports

Option B: CIO as Head of SMO

Features:
CIO acts as the Head of the SMO
Direct reports may have Director status

Pros:
CIO will give credibility to the role, the new arrangements, and has existing 
relationships with the business
Director status expands candidature for direct reports

Cons:
Span of control impractical for CIO (given other priorities)?
Transitional position?

Head of SMO

Business 
Relationship 

Manager
(see options)

Service Delivery 
Manager          

(see options)

Contract Manager
(see options)

CIO 
(& Head of SMO)

CIO

Business 
Relationship 

Manager
(see options)

Service Delivery 
Manager          

(see options)

Contract Manager
(see options)

Preferred 
Option

Financial Planning
(see options)

Technical 
Architecture Co-

ordination
(see options)

Financial Planning
(see options)

Technical 
Architecture Co-

ordination
(see options)

All of the SMO head 
direct reports (apart 
from BRM) will be 
located in York PA
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Recommended design for the SMO

Business Relationship 
Manager

Geography 3
Service Delivery 

ManagerContract Manager Financial PlanningStrategy & Technical 
Architect 

Business Relationship 
Manager

Geography 1

Business Relationship 
Manager

Geography 2

Service Tower

Service Tower

Service Tower

CIO

Head of SMO

Service Tower

Contract 
Support

Geography  3

Geography  2

Geography  1

Operational Planning 
& Coordination

Business Relationship 
Managers:

Each BRM reports directly 
to the Head of the SMO 
One BRM takes the lead on 
key issues and coordination 
of business requirements
The lead BRM role to be 
rotated periodically 
BRMs based in relevant 
geography 
Business Relationship 
Managers face off to the 
business within region
BRMs are the key interface 
with the business

Strategy & Technical 
Architect:

Reports directly to the 
Head of the SMO 
Centrally based
Liases with ‘Design 
Authority’ functions 
within GIS and 
provider

Contract Manager:
Reports directly to the 
Head of the SMO
Contract support to 
be matrixed from the 
Supply Chain 
Management function
Both roles be to 
located centrally

Financial Planning:
Reports directly to 
the Head of the 
SMO
Financial Planner is 
matrixed in from the 
Corporate Finance 
function
Located centrally

Service Delivery Manager:
Reports directly to the Head of 
the SMO
Located centrally
SDM is the key day to day 
interface with the vendor

Service Tower Managers:
Located in geographic units
Dual  responsibility for global 
delivery of a service tower and 
vendor service delivery to a 
geographical unit
The structure allows for a 
greater no. of svs towers than 
Geographies

Operational Planning Coordination:
Located centrally
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Governance forum structure
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Executive 
Steering 

Committee

Executive 
Governance 

Forum

Financial 
reviews

Contract 
reviews

Regional 
service 
reviews

Architecture 
& Standards 

Forum

Commercial 
Review 
Forum

Service 
Delivery 
Review 
Forum

Business 
Review 
Forum

Regional 
business 
reviews

Transition 
Steering 

Committee
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Infrastructure 
outsourcing 

effectivenessCapability perspective Management perspective

Shareholder perspective

Softer measures - harder measures

External

Internal

Business customer perspective

• Control of initiation of work
• Delivery sign-off
• Project delivery metrics
• Service delivery metrics
• Control over additional services
• Resolution of escalated service issues
• Compliance metrics

• Achievement of improvement plans
• Provider satisfaction metrics/feedback
• Employee satisfaction metrics/feedback

A balanced scorecard framework – potential measurement categories

• Total projected/achieved benefits
• Budgetary performance/control of spend
• Performance related vendor payments/ penalties
• Best In Class benchmarks

• Overall customer satisfaction metrics 
• Project appraisal metrics
• Innovation
• Portfolio status
• Customer feedback (qualitative)
• Customer complaints
• Key account issues/needs
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ROLE SPECIFICATION - 1

Role title: Grade:

Core purpose of Role:

Specific Accountabilities:

Technical Architecture Co-ordination and Review

Ensures all parties understand and deliver to Sabre’s technical strategy
Leads and manages strategy forums
Ensures that Provider implemented technical architecture meets Sabre’s business needs 
Consolidates Sabre strategies to reduce unnecessary cost, improve quality and increase value 
Governs and chairs Design Review Board
Has responsibility for co-ordinating with relevant parties technical issue resolution for Shared Services in conjunction with Shared Operations and 
Applications Resource Allocation and Dispute Resolution 
Helps the Change Implementation team to identify infrastructure and application improvement opportunities 
Maintains awareness of new and growth technology to keep Sabre’s knowledge at the technological leading edge
Responsible for final architecture co-ordination for Systems Integration projects

Scope:
Reviews rather than designs Sabre strategy 
Has responsibility for Provider adherance to Sabre strategy, rather than for Provider technical strategy 
Full responsibility for Provider and other supplier adherence to agreed technical strategies

Reports to:

Key issues over next 12 months:
Adherence to Sabre’s technical and business strategy 
Reduction in the number of strategy issues both within Sabre and with 
suppliers
No strategy conflicting solutions
Delivery of value driven solutions aligned with technical strategy
Facilitated delivery by Provider of solutions conforming to Sabre’s  
technical architecture

Number of Direct Reports:

Key success measures:
Establishing and championing the Design Review Board
Managing the relationship between Sabre strategy and Supplier 
requirements 
Managing Systems Integration requirements
Clarifying and evaluating the technical requirements for Shared 
Services 

Integrating Sabre and the provider strategy and governing technical implementation through the Design Review Board. 

Head of Service Management Organization1
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Client example of casewise process maps – Change Management

T he
C om p a ny
Bu s in e s s  U n it
/S u p p o rt Un i t

S ervi ce
Man a g e m e n t
O rg

S ervi ce
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S up p l ie r

S u b m i t Ch a n g e
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Re c e i ve  c h a ng e
re q u e s t at  S u p pl ie r

Ch a n g e to  s ha re d
in fra s t ru c tu re
C M1 . 0 2

Ch a n g e  n o t to
sh a re d
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C M1 .1 9

i s s ue  w/ o  c h a ng e

C M 1  -  C h a n g e  M a n ag em en t O pearti on a l Pro cess -  I m pl em en ta tio n

B u s in e s s  D yn a m i cs  Mo d e l
CM1  C ha n g e  Mg m t O pe r P ro c -I m p le . ..
Nu m b e r:  5

For :
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Process roles and responsibilities
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Lead  IT  Exp lo itation
P rovide IS advice and in pu t to  business strategy
Indentify innovation  and  techno lo gy opportun ities
P rovide a key con tact po in t fo r  the business on  vendor / con tract issues
In frastrcu tu re V endor(s) Account M anagem ent A/R C
C om m unications (IT  w ide) C A /R
C om m unications (In frastructu re focussed) (I) R A /R
P rom ote B usiness Excellence
E stab lish  IT  Governance mechan ism s R R A R
E stab lish  IT  Governance mechan ism s - con tractual R A R R R R R / C
M anage Change
Transfo rm ation  Plann ing  - Applications C A/R R R C R
Transfo rm ation  Plann ing  - In frastructu re R A/R R R
D efine Strategic In ten t
D ev elo p  IS strategy I R C R A /R R
M ain tain  IS S trategy I R R A /R R
D efine & m ain tain  IS  po licies I, (C) R C A /R
D efine & m ain tain  In frastructu re po licies C A /R C C
D efine & m ain tain  IS  standards R C C A /R
D efine & m ain tain  In frastructu re standards R A /R R C
M ain tain  Strateg ic Plan
P rio ritise the IT  pro ject portfo lio R
P rio ritise the Infrastructure p ro ject portfo lio   ( A /R? don't agree
E stab lish  & m anage operating  budgets R A
Arch itectu re
D ev elo p  and  main tain  the arch itectu ral roadm ap  (all) C A /R
D ev elop  and  main tain  the arch itectu ral roadm ap  (In fra) C C A /R R/C
E nsure com pliance to  the arch itectu ral roadmap C A /R
E nsure com pliance to  the arch itectu ral roadmap  (in fra) C C A /R R/C
E nsure Strategy and  P olicy Com pliance
Operate overall IS  governance mechan isms R R A C
Operate con tractual governance m echanism s A R R/C
Operate techn ical in frastructu re governance m echan ism s C C C A /R R/C
B usiness Service M gmt
Iden tify in itiatives and  innovations R A R C C R R R C C
D em and  M anagem ent C A R C C C C R C C
S ervice Request M anagem ent R A/R I
Account M anagem ent A/R C
R eporting  - (vendor perform ance to  the business) R A/R I
C ustom er S atisfaction I A/R C C
M anage the IT  P ortfo lio  C C C C
M anage the IT  In frastructu re portfo lio R /C R /C R A /R C

S trategy &  Po licy

C ustom er Facing 
Business 

Development 
(M arketing  & S ales)

Leadership

A disciplined, best practice methodology
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RACI:  Clear Roles & Accountabilities
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Clarify SM Activities hand offs 
within VITA

VITA To-Be Organization Implementation – Key Activities

Bridge LT 
Mobilization

Week commencing 
dates

Move from As-Is to 
the To-Be 

Organization

Regionalization 
Activities

03/31/06 PPEA Partnership 
Contract Commencement 

10/31 11/07 11/14 11/21 11/28 12/05 12/19 1/02
3/31

11/01 PPEA Decision

IMMEDIATE ACTIONS

Wave 1: Post and Hire SMO Director Position

Se
as

on
al

 H
ol

id
ay

s 
12

/1
9 

–
01

/0
2

Build & Mobilize 
SMO

PPEA - Infrastructure 
& Applications PPEA KEY MILESTONES/ACTIVITIES

REGIONALIZATION MILESTONES/ACTIVITIES

ORGANIZATION TRANSITION

Conduct As-Is Mapping of 
Services/People

Prioritize to-be Services 

Wave 2: Agree on  Staff Level 
Positions

Identify and develop VITA, Customer, and Partner Process Mapping, VITA Service Catalog

Assess support and sizing from Bridge 
Organization Directorates

Conduct pre-transition planning meetings with Partner, close down contract activities
Maintain ITIB/Governance Requirements 

11/15 - Communicate Bridge 
& To-Be  Organization; work 

plan and timeline

12/12

Review and revise To-Be RACI in 
light of org design revisions

11/02 - CIO Agreement on 
Bridge & To-Be Design

Conduct conversations 
w/ As-Is Directors

Develop action plan to close 
gaps

12/07 – Workshop I

Identify Gaps (people, 
processes, skills)12/19 Bridge 

Organization 
Activities Complete

Identify homes for 
VITA retained 

services

03/31 To-Be 
Organization in 

effect

Map SMO requirements on 
Directorates

Conduct To-Be Mapping of 
Services/People

Transition the people and 
work to To-Be Roles

Close To-Be Director Level Gaps
Develop processes for 

prioritized to-be 
services

Map Inter & Intra Directorate 
Changes

Wave 1: Agree on SMO Direct Reports 

Address People, Skills 
Gaps for to-be 

Services

12/07-
Educate VITA LT on SMO 

(scope, protocols, contracts)
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PRIOR VITA Organization – December 2005

Customer 
Relationship 
Management

Customer 
Relationship 
Management

SMSSMS
Financial 

Management 
Services

Financial 
Management 

Services

CIO
Lem Stewart

CIO
Lem StewartLegal & 

Legislative 
Services 

Legal & 
Legislative 
Services 

Deputy CIO
Cheryl Clark
Deputy CIO
Cheryl Clark

CommunicationsCommunications

Human 
Resources

Human 
Resources

Business 
Systems Services

Business 
Systems Services

Internal AuditInternal Audit

ITIBITIB

SMOSMO Supply Chain 
Management

Supply Chain 
Management

• Customer 
Relationship & 
Account Mgmt & 
Development 

• Partner Service 
Mgmt (e.g. vGov)

• COTS Board SME

• Finance & 
Accounting

• Budgeting & Rate 
Setting

• Performance 
Mgmt & Reporting

• Agency 
Performance 
Mgmt

• Service Delivery 
Mgmt

• Commercial Mgmt 
- Contract & 
Financial (PPEA)

• Transition & 
Transformation

• Strategy & 
Architecture 
Coordination 
(PPEA)

• ITIL Process 
Mgmt & QA

• IT Portfolio Mgmt
•Program Mgmt
• IT Policy, Practices 
& Standards 

•Architecture –
Enterprise 

•Public Safety 
Communications 
Division (E-911 
Board)

•VITA Strategic 
Planning

•Security

• Professional 
Development

• Recruitment & 
Selection

• HR Administration 
– Benefits, ER & 
Compensation 

• Enterprise Business 
Solutions

• eGov & Web 
Development

• System Integration 
Services

• VGIN Solutions & 
Division

• Legislative Liaison
• Board Coordination & Admin
• Legal Services
• Policy Analysis

• Internal Communications
• Public Information Mgmt

• Strategic Sourcing
• Contracts 

Management
• Strategic Analysis
• Plan & Policy 

(Service 
Development)

Customer 
Services

Customer 
Services
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Customer 
Relationship 
Management

Customer 
Relationship 
Management

Technology 
Applications,

Architecture, & 
Strategy

Technology 
Applications,

Architecture, & 
Strategy

CIO
Lem Stewart

CIO
Lem Stewart

DCIO/Chief of Staff
Cheryl Clark

DCIO/Chief of Staff
Cheryl Clark

Internal AuditInternal Audit
ITIBITIB

IT Investment 
Management

Enterprise IT Portfolio & 
Program Mgmt, Supply 

Chain Mgmt

IT Investment 
Management

Enterprise IT Portfolio & 
Program Mgmt, Supply 

Chain Mgmt

Service 
Management 
Organization

Service 
Management 
Organization

Enterprise 
Security & VITA 

Risk 
Management

Enterprise 
Security & VITA 

Risk 
Management

TARGET VITA Organizational by function

Administration & 
Finance

Finance, HR, LLS

Administration & 
Finance

Finance, HR, LLS

• Finance & 
Accounting

• Budgeting & Rate 
Setting

• Performance Mgmt 
& Reporting

• Business & 
Financial Analysis

• Facilities & Asset 
Mgmt (Finance)

• Agency Performance 
Mgmt

• Service Delivery Mgmt
• Commercial Mgmt -

Contract & Financial 
(PPEA)

• Transition & 
Transformation 
(PPEA)

• Strategy & 
Architecture 
Coordination (PPEA)

• ITIL Process Mgmt & 
QA

• Customer Relationship 
& Account Mgmt & 
Development 

• Market Research & 
Analysis

• Innovation & 
Customer Value

• Partner Service Mgmt 
(e.g. vGov)

• COTS Board SME

• Resource Mgmt
• Portfolio Mgmt
• Program Mgmt
• Project Mgmt
• Business Process 

Reengineering
• Strategic Sourcing
• Contracts Management
• Strategic Analysis
• Plan & Policy (Service 

Development)

• Technology Strategy
• Technology Forecasting 

& Innovation
• IT Policy, Practices & 

Standards
• Architecture –

Enterprise, Solution & 
Design Assurance

• Public Safety 
Communications 
Division (E-911 Board)

• Enterprise Business 
Solutions

• eGov & Web 
Development

• System Integration 
Services

• VGIN Solutions & 
Division

• VITA Strategic Planning

• Incident Management
• SI & Tech Support
• CIP & Business 

Continuity
• Risk Management
• IS Training & 

Awareness
• Standards, Policies, & 

Procedures

• Organizational 
Development

• Professional 
Development

• Recruitment & Selection
• HR Administration –

Benefits, ER & 
Compensation

• Legislative Liaison 
• Legal Services
• Policy Analysis

CommunicationsCommunications

021506
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Strategic Management Services

Customer 
Relationship 
Management

Current State: VITA Bridge Organization as of April 2006

Customer 
Relationship 
Management

Technology 
Applications, 

Architecture &  
Strategy

Technology 
Applications, 

Architecture &  
Strategy

Finance and 
Administration
Finance and 

Administration

CIO
Lem Stewart

CIO
Lem Stewart

Legal & 
Legislative 
Services 

Legal & 
Legislative 
Services 

DCIO / Chief of Staff
Cheryl Clark

DCIO / Chief of Staff
Cheryl Clark

CommunicationsCommunications

FinanceFinance

Business 
Systems Services

Business 
Systems Services

Internal AuditInternal Audit

ITIBITIB

SMOSMO SecuritySecurity

Supply Chain 
Management

Supply Chain 
Management

IT Investment 
Management

IT Investment 
Management

Director: Fred 
Duball

Director: Jim 
Roberts Director: Loyd Lane Director: Jerry 

Simonoff
Director: TBD
Interim: Jerry 
Simonoff

Director: Marcella 
Williamson

Director: Susan 
Woolley

Director: Debbie 
Dodson

Director: TDB 
Interim: Jeff Deason

Director: Peggy Ward

Computer, 
Network & 
Telecom 

Operations

Computer, 
Network & 
Telecom 

Operations

Customer Service 
Delivery

Customer Service 
Delivery

Human 
Resources

Human 
Resources

Business 
Development

Business 
Development

Acting Director: 
Debbie Secor
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OI Program Plan

1/02 2/6 3/1 3/20

Phase 2: To-Be 
Assessment

Phase 3: Gap Analysis Phase 4: Action 
Planning

Phase 5: ImplementationKey
Phases

5/1

Project 
Mgmt

• Implement project plan
• Develop risk & issue 

register
• Share bi-weekly project 

reports

• Maintain project plan
• Maintain risk & issue 

register
• Share bi-weekly project 

reports

• Maintain project plan
• Maintain risk & issue register
• Share bi-weekly project 

reports

People 
Mgmt

• Identify as-is people 
resources (all types)

• Resource Free-Up –
short-term win

• Map people to the to-be 
services/ processes

• Identify to-be people 
gaps

• Transition the people and 
work to To-Be Roles

• Address People, Skills Gaps 
for to-be Services

Process / 
Technology

• Define to-be 
processes 

• Review and revise To-
Be RACI

• Identify potential 
supporting technology/ 
systems

• Compare and identify the 
gaps between the as-is 
processes and the to-be 
processes

• Repeat comparison to 
identify the technology 
gaps

Services 
• Define to-be services
• Identify homes for 

VITA retained services

• Identify key gaps 
between the as-is and 
the to-be services

• Implement action plan to 
close service gaps (stop, 
start, maintain, transfer)

• Implement action plan to close 
process/ technology gaps

• Develop action plan to 
close services gaps

• Develop supporting 
communications plan 
for customers

• Develop action plan to 
close process/ 
technology gaps

• Develop action plan to 
close people gaps

• Develop supporting 
communications plan 
for employees

• Maintain project plan 
and ensure integration 
of all capability actions

• Maintain risk & issue 
register

• Share bi-weekly 
project reports

2/3 Workshop 2/27 Workshop 3/20 Workshop 5/1 Workshop
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Readiness

Organization structure aligned to strategic & 
service management vision

RACI = Clear roles, responsibilities, accountabilities

Processes mapped & prioritized for reengineering

Benefits realization dashboard 
Directorate operating charters

Performance management framework
Implementation Roadmap for SCD & beyond
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IT
Partnership

(ITP)

IT
Partnership

(ITP)

Organizational
Implementation

(OI)

Organizational
Implementation

(OI)
FMS-2BFMS-2B Clearinghouse

(CH)
Clearinghouse

(CH)

Sponsor: ITIB
Executive: Fred Duball
Project Manager: Perry Pascual

Scope: Implementing the 
terms of the Comprehensive 
Infrastructure Agreement with 
Northrop Grumman. 

Sponsor: Cheryl Clark
Project Manager: Bob Haugh

Scope: Reorganize the 
“retained organization,” for its 
new role as a “service 
management organization”
with retained governance 
responsibilities. 

Sponsor: Scott Klopfleisch
Executive: Barb Rudolph
Project Manager: John 
Sheldon

Scope: Work with SMO, 
other VITA units, and NG, to 
accomplish all finance-
related transition and 
transformation tasks 
required to implement the 
partnership with Northrop 
Grumman and to support 
the new VITA organizational 
structure 

Sponsor: Cheryl Clard
Executive: Leslie Carter
Project Manager: Dennis 
Brink

Scope: Identify change-
related issues and either 
resolve them or coordinate 
their resolution with other 
programs 

Partnership Transition Office (PTO) Lem Stuart, Cheryl Clark (lead), Fred Duball, Scott Klopfleisch, Jim Roberts, Leslie CarterPartnership Transition Office (PTO) Lem Stuart, Cheryl Clark (lead), Fred Duball, Scott Klopfleisch, Jim Roberts, Leslie Carter

VITA’s FOUR Transformation Tracks
VITA’s transformation will be be managed within each program and across the 
organization to minimize disruption, maximize efficiency and coordination.
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Transformation Track Timelines
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Transforming VITA’s Organization
A Foundation for Service Management & Operational Excellence

QUESTIONS?
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